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& .
Examines the needs and services of urban information centers. The study
outlines the most efﬁéctlue role urban: information centers can play in a
‘national program and suggests effective methods of interfacing. For

example: (a) what are the basie i:formatlon needs of those who use information
centers? (b) how will they use anid baheflt from the national network?

(c) what effects will national respurcé- sharing have on satisfying the

iocal library and information needs of the poor, minorities; blue collar
‘workers, etc.?
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1. Tntroduction
’ . . ~ M N
The National Comtission on Libraries and Information Science clearly
: 4 A .
) ¢ , . .- . .
states as a priority goal "a Natignal Program that offers.the most in-

L .

. formation services ‘to the greatest number of people.” 'Althougﬁ the pro-

: i -

>

Vision of information is an old, old problem, its‘ elevation to a national
-
k) ’

priority £sr everyone is recent.

(3 . -

There Ereiprecendents for Federal attention'to information problems.

. )

- ; ~~ ) -
Since World War II, the Federal governmen{/pas supported several massive - .

v

information systems. The first provided information to veterans, both

through government agencies and through specially organized Veterans' Infor-

7

mation Centers. -At one time, there were about 3,000 of them,-but gradually
i .
' - ' :
[
their functions-. were absorbed by other agencies. Sputnik was responsible

.

-

for the next attack on information problems. After 1957, scientific and

technical research received high-level funding, and botﬂlthe public and

s

private sectors developed sophisticated systehs to control the torrent
documents which resulted. The NASA<program is one example of achievements
_which wauld have been impossible without an effectively organized system of

b support data. Another large-scale program is the MEDLARS/MEDLINE network
“ A . = 3 ~ , .
of medical informagion. Becauss,of it, printed and/cr computérizedlaccessA .

‘ to a national store of ‘records ({he National Libréry of Medicine in the

L4 . —

center) is accessible to researchéys and practitioners throughout the

!

"~ world. It was developed in the 1960's during a period of national

. . | , R

E
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commitment to improving medical servides, which was paralled by rapid

- . ~ 3 . ’
d&velopment in the information scienges. .
i N
A PRERIEY
L} “
The next critical area which requires an all-out attack is the

. .

provision of human, life-supporting inéormation. If, as John Diebold o

/
says in an article on scientific an technical research (Foreign Affairs, .

g Apfil, 1973), we are enteripg the third ceatury of the Industrial

>

Revoiution with the develgpment of a new skill, "the beginings of control

1

over the processing of information,' we should no longer accept'ihadequate

<
information for coping with daily problems. )

. * “\
™ , ‘ ‘ _

. 2.1 th,Needs Information

Everyone's world today is complex and growing'mdre so. Ve hayé

multiple opportunities and choiees in all areas of our lives. . Not only |

o 4

are we in perxsonal contact with an increasing maze of public services.
oo i
and goverament ‘programs, but we are also the end rnien for a gigantic\" o
Ll '

communications and media industry. Commoén sense-is no longer an adequaté
3 4 '

§ -
.« .

, basis gor living successéully;/gt(even 1ega11§. We need information\in

¥

larger amounts, in more areas, and from accurate, impartial and accessible

' e t
sources. Information has becofie a stapte in our daily lives, and théd 197§

3

i , i
answer to the question, '"Who needs to know;r,éeems to be very Jlear:

Everybody. Three recent surveys support this answer. . . ;
‘. : . : 7/

“

/ P . . .
‘ \
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N The. rost extensive study is a literature survey by Thozas
N .

Childers and others entitled The' Information-Poor in America (3).

Childers collectad and evaluated 3,000 docunents before selectipz

750 of then f;r this bibliography. He found th;t little had beean
done before 1968 in identifying those who are information needy, but
now the field is being studied through many approachies - by social
workers, librarians, municipel governments and.the federal goVerdnent.

-

Groups'whom he identified as the nost seriously Bisadvantaged or

deprived are the poor, elderly, imprisoned, deaf and blind, under-

educated, unemployed, racially/ethn;cally oppressed. Clearly;

—~—

» information neéds are now recognized as a problem and are the subject

of a substantial body of research. -~

The Baltimore area, nationally recognized for innovative
[} - - N »
library programs, has been the locale of a two-year survey by Warner

and others for its Regional Planning Council and Westat, Inc. (16).

A cross-sectional, random sample household éurvey was made of the
. < r
Baltimore Urbanize@ Area, which includes inner-city sections as well
’ ’ -
as suburban districts; and®the findings indicate that the entire
, . -

urban population has umnet information needs: .
) [ 4

1

An overview of the literature révealed that urban

_residents apparently have a multitude of information
needs which are not being met within the constraints
of existing information resources and systems. There
is general agreement in the literature that a focus
on the information needs of urban residents is
necessary to the developzent and managemeat of |
delivery systems to meet-these needs... 1

Edvward S. Warner and others, Information Needs of Urban Residsnts.

“(U.S. Department of Health, L“ucaulon and Welzare, Bureau of
“kibraries and Learping Resourges, 1973),




)

-4

. The most active information seekers were found fo be the well-educated,
likely to searcn

tire well-paid and the youns, and the’subgroups least
for information were those with the.leas® education, .the lowest fanily

income, persons living in tracts with the lowest median  intome, and

¢
However, the study warns that "it would be unrealistic

ulation."

\)

the elderly.
that\Tthe disadvantaged) %ave fewer needs for information

. to conclude
or services.%han tne more advantaged segménts of the pop
"R third significant report reinforces the thesis that all

segments of society have serious information needs At the IICLIS

= .

Conference on Needs of Occupationzl, Ethnic, and Other Groupé in the

United States, held in Denver in May, 1973, specialists identified

the needs of. 1T specific groups. Those selected were: Scientists

and technologists, Agricultu}dl community,, Business community, Labor,

Educators, Biomedical community, Creative and performing artists,
Social service personnel; Vomen, homemakers and parents, Children,

Young adults énd students, Aged, Geographically remote, Economically

and socially deprived, Institutionalized, Mentally»and physically

| handicapped, Culturally isolatéd. A simplified summary of the
we all need information; we are '"swamped' with it,

Ve exe

y information center.

!

/
conclusions is th
e

LT

and the library could become the
facing the paradox of a glut of information and a mass of unmet needs.
/

Although the NCLIS' goal is}in%ormat&oanor everyohe, some
The -

.
+

priorities were recommended at the' Denver Conferende (9).

Working Croup on setting national priorities summarized as their first

-




—

ing systems for

. ) i
recommendation: © "preference should be given to design

14 -

those wnho are presently .less trell served Than qtherstvz It is ha{d to".

V >

.
¥

believe thaﬁ_the urban resident would not be higih, if not f§z§t, on
any'list of the information needy, end the mandate qof this paper is to

»

~ focus on the problems of providing urbad information. ’
. ‘ ’

2.2 Kinds of Information Needed ,

The kinds of information needed by urban residents fall

into two oapegorieék those comzon to everyones; and the needs of
. ¥ )
special groups. Since every citizen is a member of several groups,
N -

such as labor, the elderly, the ill, the reﬁters,\the landlords,ithose

-

fearing crime, those in criminal custody, those neediné\legal advice,

-

users of public transit, there can be no mutually exclusive lists for

.

any’ single group.

» The three reports already cited - Warner, Childers, and the

\

Denver Conference on Needs - 2ll contribute to identifying and .

- specifying citizén problems. Data collected by Warner in the Baltimore

L4

~

area identified four topic areas that accounped for $52%-of ail

[
'

problems/questions: neighborhood ;' consumer, housing and household
maintenance, and crime and safety.' 89%.of the respbndents mentioned at

least one problem/question. When analyzed by demographic groupings,

these data further described the information concerns of specific

-

' N

urban groups.

» * '
\ x /
} 2 Library and Infogmation Service lieeds of the fjation;-Proceedings.of
a Conference on tne leeds of Occupational, Ethnic, and.Other Groups ”
v in the United States. (Wasning-on, Government F%&nting Office, 1974)

. p. 240. :

$

2

-
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\

A survey by Voos, Information Needs-in Urban Areas: A
. !

.
of Repearch in lethodology’ (15) cited four topics as comzon to ©

city [dwellers: consumer goods and services, housing and transpor
ras "

4

human needs - health, social services, houéing, and edployment.

' ~ s o . N . .
' The specific subject areas are only one dimensi

like these:

Promptness’ of delivery
Accuracy of the data -
Physical accessibility of theéN\infermation
b (telephone, neighborhood center, c nvenient hours)
Format of delivery (written, oral) .
Language barriers ' )
\ Psychological climate of the. center
\ Respect for privacy and dignity
Follow-up after initial inquiry -

Another complication in the urban ‘residgnt's information

seeking procedures is deciding vwhere to turn in the confusing compiex

¢

of many agencies, some'with vaguely understood purposes and others

which seem to overlap. Several studies have fourdd that the disadv%ntaged‘

are not_even aware of what is available. The Childers survey states ®
\

that "studies point out that disadvantaged peoplp in general are

I’ '




sigﬁificantly,ﬁhawaré’of the social services that might be’ tapped for

- - .

the solution of their problems."3.

.

4
1

13

3. Current_and Recent Proposals and Programs

Many of the’ groups concerned with unmet needs are alreadg \\

operatlng some kind of 1nformat10n-and referral (I & R) services and
R k r

trying to make then more satisfactory, to both the providers and the

.

users. These show the widest possible range in all a§§ects - purpose,

sponsorship, organization, clientele, and effectiveness. Federal and
local governments, social service agencies, the health professions,

the library profession, and information science are all involved:. I
L puv— .

v

shall discuss some representative prograus, with brief profiles of

- -

three of them appended to this peper.

%ﬁ The front line trdops in transmitting information to the
ur£an residents are th%:social service professions, énd,as tﬁé scope'
of social provrﬁms has widened, their clientele has vroadenzd. In
the past 10 Jearo,they have been floodod with 1nfonmau10n 'to assimilate

°

and with clients ngeding it. In 1966 Alfred J. Kahn a professor at

b

the Columbia University School of Social Work, published "an important’

and siill much cited Etudy, Neighbbrhoodlinformation Centers: ' A Stﬁdy

a v
and Some Proposals (6). Combining a prpfessional with a personal
i

concern, he surveyed the problems of social and health agencies,

>

[

professional and civic groups, add\special cjtizen-aid programs working

-
-

Thomas A. Childers, The Informaulon—Poor in America. (Scarecrow
Press, 1975), p. LO.

- “.




‘within the ggb&ic and private sectbrs.

L]

/
) Al - . - . . -
toward the*delivery of information to their clients/users, and
documznted the problems of people trying to locate information about

these services in a large city. His recommended solution, patterned

after the British Citizens' Advice BureauX, was for lleighbornood

- Information Ceaters,” "Ve need social utilities comparable to the

v /
general public utilities (gas, electric, phone) and public services

(post office, watér supply) which are recognized as vital to the

adequate functlonlng of the individual, the family ahd the neighborhood
s

in modern society.'"4 Although made 10 years ago,/this recomnendation

still has validity, and is still unimplenented

In 1972, the United Way, an umbre}la organization for social
service agencies, issued a report reflecling théir concern about
information and referral services (14 This Study acknowiedges the

fragmented approaches so§i§£/§o & R service, recognizes increasing

federal concern in some a2reas, and reiterates the need for cooperation

-

°

1he Federal Adm1n13trat101 on Aging (AoA) is currently giving

a -1gh prlorlty to delivery 0; 1nformat10n to the elderly. The Federal

Executive Board's 197h report, circulated to federal department heads

and égenqies'with a cbvering memorandun from President Ford, clearly
empnasizes this priority.. The AoA involvemeit was spelléd out in the
1973 Amendment to the Older Americans Act of 1965 wnich re&ulrea that

before June 25, 197> there be egtabll shed "informetion and referral

4
Alfred J. Kahn, ani others, lieirnborhood Information Centers: & Study

and Some Proposals. (ilew York: Colunbie University, School of SO;l&L

lork, 1965), = 10J.
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————
sourcds to asaure that all older persons will have reason ably conweaxent
» ‘ 4

14

t . . .
access to such program sources." Eacn of the 25 regional Federal

.

Executivg Boards is compiling an inventory of all I &.R services -

federal, state, local, and private. Several cities are already opsratiing

strong services, such as the Miami;Dade'Coupty Citizens Information ard

-

Service Program,5 whlch had been 1n1t1ated in 1971 w1th the cooperation

_of the United Fund and is now a component of theleA network. In other

. . . . o w5 ~
areas new I & R services will have to be prqyi@ed or strengthened. The

«

- -

PR

goal is a national cbaln of strong, m*ss*on—orlezfed_centers to serve
R
"

one partipular target group, the nation's elder%y ) o

.

An experimental stetewide network of I & R centers has been

developed in Wlscon81n under the direction of Dr. Nlcholas Long of

e A

I ~

InterStudJ 1n Mlnneape&xS‘ “The pro*ram, Wrscon31n Informajion Service

- “

e
L]

o

,,«f1THS) set up 11 c;nters to establish re§oarce files of information and

>

)
to actively implement access to human services Although they did not

serve an urban population; his -evaluat%on of the.project in terms of
its long-range objective to "formulate policy covering the best methods

for helping individuals-gaip access to human services" should be of

. | .o . 6
value o a2ll information services. _

' —~

S}Mafk Glaiber, "Citizens Inforndtlon aaﬁ Service Program'. RQ 12 !
~(Summer, -1973), pp. 359-350.

6 Nicholas Long, '"Wisconsin Information Service: An I & R Network". RQ
12 (Sugmer, 1973), pp. 356-358. 1In a telephone conversatlon, Dr. Lbng
said the féderal funding had ended in Septenber, 1974, but eflorts are
being made to coﬁtlnue WIS with new financing. . :

.‘ ' /

© ey
- A e
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AruiToxt provided by ERIC

ndicative of the social services' recognition of

-
H

r prograns and a trend tow%rd

3
o
¢
)]
({1
(44
[N

information as an essential part of thei

networks of I & R centers. Howaver, soeizl service information is.only

a part of a citizen's fotal needs. :

-
The library profession's concern for adequate provision of

@

information grows logically from the traditional reference assistance
to users of library resources: During the last decade many libraries, .
° '

awvare of a decline in use and a growth in the number of non-users, have
reorganized and expanded their services to neet 2 vider range of

information needs, ,going beyond the print sources of informetion in the

4

.

reference collections. This expansion of service has required a reordering
- . . . -

of priorities, new systems,of acquiring and organizing date’, and 2 new

'philosophy of public service. Some of these new progrems utilize

telephone answering services and hot lines, three-way phone referrals,

’

. - — Sy

store-front locations, mobile units, and special itformation desks in
= . .
the branches. Although ma}y have been described in journal literature
!
and in conferences, workshdps and academic courses., the profession
. .
needs more research, more pilot projects, 2nd more evaluative studies
. ’ . .
about procedures, financing, and feasible goals. One '‘experimental /,

program is just being concluded.

# In l972ié%;ajor pilot project, the Heighborhood Information

Centers‘Rroject (rIC) was initiated through funding from the Office of .

o~
’

Educétion's%gﬁreau of Library .and Learning Resources. Designed to be

’ 3 . . . H . P
a researéh and demonstration program, it was implemented in five cities:

.

Atlanta, Cleveland, Detroit, louston, and Queens Borough of New Yorx.

The purpose, as stated in the project proposal, is: ”

-’




"to provide'information or referrdl information
assistance to people who ray be in lowver income
brackets, poverty level, welfare aSSiSuEd wno _
may have little or lwm¢ued eaucatlon, wno may : "

A have difficulty in reading or in understanding
information in printed forms and need interpre-~
tation to aid and.enrich the lives of these
people and the lives of their children, to
demonstrate that a public llérary will play a
reaninzful role in dissemination of information
by establishing an Information Center planned
specifically for a neighbornood, and by meetl/g
the varied information needs of the people
served in the neighborhood selected.”

e,
e,

The five library systems, organized in a consortiuam for

administrative purposes, have developea their programs individually
- }
within the strictures of their existing services, the patterns of

community organization, and the staffs of eacﬁ system. One report on

<

the entlrecg£0gram has been completed (5), and Thomas Childers is
preparlng a flnal evaluation. 7 Until this final report is available, .

no overall concluéions‘should be made, but some generalizations seem

»
PL . N .
valid now.

¢

é—'—-Co:qmunity involvement is essential at all stages
i . ——Thé political climaée of the community and the city .
P ., can help or hinder development

.

, Z-A successful NIC needs tHe commitment of the entire
- library staff

. . ——The NIC is best 1ntegratad cownletely with the total C 1
’ C library program R, . .

»
-y
">““; -

e --The probleas of data base organization®are not yet

- ' solved. .
s Y . s

When the federal grant ends in June, 1975, the programs will be continued

L

»
4in some cities (Detroit, Houston and Queens), not necessarily in the

k3
‘. ) R

Combletion of this report is scheduled for Summer,;l975.
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Y

format of the pilot project. Positive gains are the revitzlizing of thé~,

. libraries, greater civic visibility, the neating f previously uazet o

-
1 . . . - . . ~ .
) i needs and, at leést in Houston, a drazatdcally increased share of tae

city's 1975 budget. ‘ .
' ’ . 1 .
~ lfany othzr libraries are inaugurating newvw programs Or

reordering their priorities.to emphasize comunity information. The

femphis Public Library., renamed tn2 Hemphis—Qhelby County Library and

Information Center, has recently received revenue-sharing funds io

establish a central informatfon and referral ‘center for the city and

county. Their information. desks will emphasize switching and referral
.a

- ’

4
services. In Rochester, li.Y., an urdan inforpation cettter is being .
. )

«

\ 1
\\9£veloped by the llonroe County iibrary System with help from LSCA funds. .

“*he San Francisco Public Library has pioneergﬁ.in developing imaginative
. .. - . .
cormunity service$. Chicago and Washington have initiated spacial

services. Partly as follow-up to the Warner study, the Baltimore .

County Fublic Library hds established its first AID (Accurate

Information Desk) Center in a branch library with plans to have them

.

T . operational in every branch before 1976.

.o - An ambitious attempt to deliver comprehensive urban information

4

. ' ‘ service was projected in llew York City in 1971-1974. With impetus from

Dr. Timothy Costelld, then a Deputy Hayor, & plan for the Brooxlyn

Citizens' Urban Information Centers (CUIC) was developed to provide

. . coordinated inforrmation for qity residents. All city services, including

s,

- povernment, social and health services, private agencies, were to be

e,

s , \

—




&

covered, a design vhich met Professor Xahn's 1966 recoimendation for

“a new social utility." A one-stop neighvorhood source for easy.access
L4 .

-

. . o . s .
to any information from an exceedingly complex maze seemed to pe in the

Y

making, with the branches of the Brooklyn Public Library chosen as the

delivery centers for the first phase of the program. Although funding

hl °

had veen contracted from revenue-sharing funds, it was withdrawn shortly

after the prograi startes, and the centers were néver operational.

*

M

However, the plan could be profitably studied by anyone involved in
designiné similar prograns. o
Paralleling the developzent of informatioh services gggggban

environments -has been the inauguration of similar servicei/in many,

subu#%én and rural areas. ‘Some.are targeted ‘toward communitfy-wide
) “ : &
informition, while others, like the new Jodb Information Center in the

. —at

Yonkers Public Library, are oriented to one spscific purpose. There

are as many varieties of information services as there are communities

.

and librarians, and urban services can profit from their innovations.

Pl

City governments as well,as libraries have been aware of the

. et S 4 . . - ~ .
information problems of their r231dents,aqg sone hd@eﬂbrled to ease

access to data for their residents. -Little City Halls and Neighborhood

;o
*& E
v

Government offices appeared in the late 1960's and early 1970's in an ;!

’
0y

dffort to deliver more and accurate data in the communities, often with |
. , -

funding from the Model Cities programs. These faced several difficulties,
}

amoniz them the political overtones “attached to the information and the

»
expense of setting up these new nunicipal .facilities. A recent report

‘ -
- V.

-~
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llodel Cities Comnunity Infornation Centers (MCCIC) A grant fron@ﬁ%deia

Ny . .
‘t@ have becone operational, &émonstrating that computerization is

I S
. . \\- .

by Yin and ozﬁcrs, neighborhood Cormzunications Centers, examined some

types of municipally-sponsored bureaus and found "There has generally

been inconclusive information about the costs of these innovations,

3 . . g -
thelr permanence, and the amount of residuzl satisfaction they produce., ~ P
) L .
. ;.(!';\‘l‘j .
Another kind of program was developed in Phi adelphia, the - .47
i % 3 y&

Cities funds in 1971 was used to assemble and coqputerlze a data base

of information relevant to the needs of Philadelphia's inné;—citx'
neighborhoods. MCCIC was designed primarily ds a telephone service,.
using three-way phone hookups and two CRT displey terminals. ;ts
development drew on the combined expertise of social service profes-
sionals, librarians, and information scientists. However, it faced

the common enemy - financing - and closed after the. Model Cities funding
4 - . -

LS

ended in Juaé,,l97b. It is important as one of the ‘few on-line systems

possible, ) . N

The urban infbrmation picture rust be rounded out by nentioning

some loéal sources used by c1t12ens..‘Although the variety seems to be

' tm\ ~ »

11m1ted only by human 1ngeﬂu1ty and energy, two groups have sponsored
particularl popular programs, volunteer organizations and the mass -
: Cor ’ '

media. Vélunteers have a long history of providing information services .

throug

such organizations as Travelers' Aid and the League of Women
’ [
- ! N . . *
Voteys, through social service groups such as the Easﬁek Seai Society
A * X

1

Rovert K. Yin and others, Iteighborhood Communicati s Center
Information and Referral Services in the Urban Library . (So
Rand, 197k), > ‘ '

rs: Planning
nta ilonica,
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and Comrunity Chests, and througn business, professional and religious

N =

groups. Often these are local, independent services but have been

\ | <
: ~significant in many urban areas.

(4

from counterculture groupsy hot lines for drug, housing and medical

\
\ . 4
information, student.information, etc, The mass media have tried some

: programs, nany ofathem very popular. lewspapers now have action and

- .

consuzer columns, and some radio statioas have telephone programs, such

-

as Call for Action in tiew York. Television is entering the field with

™~ N . . - . .
some experinental information-question-answer prograus. .

_ Even this brief overview of information services now available
! $ N .
1

* . . % .

|
of the neeés, (2) there is uncertainty about the best ways to meet these

g
W

needs, and (3) there is no strong unified leadership. We are a long way

-from théANCLES’ goal of "irdformation provided when it is needed, wpere -

‘ .

.

Ao , . P S sy
i} is needed, and in the form in which it 1s needed."

N et

L. ltajor Problems .

It should be possible to identify some coxmon patterns of

sucdess, failure, or trends 'in these recent experimental programs and

There are five areas in which some

-

the literazure regorting'them.

generalizations can be made. o
i // -
s , [
.1 Organization and Deliwery. of Data

-

The organgzatiOn end retrieval of information have always

.
been 4 basic, part of library science, and reference librarians are \

ERIC

s ’ "o *

. . ¢
Other volunteer informatioa has gome ~

to urban %esidents leads' to turee conclusions: (1) there is a recognf%ion

»

N

MY




information brokers, matching needs with date in their information

store; vnich are n:}mally in print or multimedia format. Since nuch
of the c1;12en and con¢un1ty information is not in the printed sculce,
libraries have realized‘that it is expsnsive, in staff time particular%y,
to collect, mainteain’, and distribute. Special ‘characteristics, sozef or
21l of which are pertinent to urban information, have caused preblens:
—--It is continuously changing
-~-It often does not exist in any printed or typed format
—-Sometimes a person or a chain of persons 1is the only source

) --Jt is the kind of information that people expect to receive
g without fees or direct charges -

—-If it is printed/typed, some of it is already out-of-date

—-It has been collected By nany different agencies in widely
e variable forms .

—-—There is no standard geographical unit for urban data
(census districts, postal zones, police precincts, fire
districts, voting districts, municipal, county, state,
regional jurisdictions are all used)

—--There is no complete register of all source documents

--Terminology is chaotic (what do you call the old folks
this month?) - :
W& »

;//j --Data vary in scope. Some are important.only to the
neighborhood; some are operative for the entire city or

state; some federal data are applicavle nationwide

--It is difficult to predict what questions will be asked

--Questions may be asked in many languages

—--The manner in which the information is delivered may be
’ as inportant as the facts .

ey




out area with poor public transportation. ‘Telephones are steadily

L7

~-There may be problems of personel privacy (welfare
payments, unemployment registers, police records) ,

v

--The city's political clizate does not always encourage
easy access to information and in sone cases discourages -

it (budgets, council minutes, etc.). ./

‘ It is possible to organize this informatiogz using the p;aditignal
library skills, in indexes, files and directories. However, the job requires
. r‘\ -

additional staff, usg of non-traditional sources for infornation, two-way
<Ry
community commun1ca§§9n, and constant updating.: Part of Detroit's success

‘
’

is due to their having worked for iwo years to build the infbrmation%files
-~

before the TIP program began and using a centralized staff to keep the

records current, and accurate for the local centers.
. -

-

If the inﬂ%rmahigﬁ:sgrvice is to be chiefly a telephone service,
R : e T -

one central data source may be satisfactory, and the p;oblems of main-

taining numerous duplicate files can be avoided.: Philadelphia's 1iCCIC

and Houston's NIC I & R services have used three-way telephone hookugpd,
which proved especially efficient when the center i. the intermediary

in a referral situation. The user is eble to participate in any
”

e

modification of the original request and also can tell exactly how his

-

request is being handled. Telephone service is a necessity in a spread-
begoming more sophisticated and versatile, and should owvercome the
problems of busy signals, wrong numbers, and changed numbers which are

at present common enough to be a barrier to efficient.use. People run

out of patience and dimes.




. . L]

Sode experimentation has been done with computer-stored data, distributed

.

' via phone or. computer terminals. Philadelphia experimented with CRTs in two

.~

branch libraries in addition to its telephone network. Queens is preserstly

supplementing -its neighborhood data with a computer-produced microfiche
system (IRMAY. No demonstration has yet been tried on'a,scale comparable
—_ T

to the New York Times Information Bank, but many people feel the need is here.

-

Milton Byam, Director of the Queens Borough Public Library, says in the NYLA
Bulletin for March 1975 that "the whole cries out for cathode ray terminals,

data~banks and twenty-four hour service."

cr
\

. . 5
Information scientists are showing increased interest in the problems
:
E

of organizing and delivering this kind of information. Deahl believes that

the Philadelphia MCCIC demonstrated the feasibility of a computerized data

¢ 4

bank. Manfred Kochen, a mathematician and information scientist, has written

on directory design of I & R systems (7) and is continuing research on the

cost effectiveness of such a data base. ~ s . ;

Although enough experience is now available in both manual and machine
l files to' furnish soﬁe guides for designing new!gsnters, rapidly-changing
v i .
technology hovers on the horizon with promises of.drastic developments in
. .

communication. The Yin study.devoteé a chapter to evaluating some recent
| . . 2 S .
capabilﬂties in telecommunication for their possible’ use 1n\iii35mat10n
S .

centers.
‘ A

It does not seem realistic to expect that urban information centers,
w 4 . .
R

N clearly a not-for-profit field, can afford to sponsor expetrime

3
.

L

with expensive new technology.
‘ L4

ERIC - : .
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4.2 Location of Centers

A2 -

.One of the basic requirements of an information service is
. o, -
- v - -
easy accessibility, particularly iz inner-g¢ity areas wiere failuge is
too readily accepied and expected. The Yin report, directed to

R}

municipal officers and not .to the library p}ofession, discussed the

question of location of neighvorhood centers and evaluated the lib¥ary's -

v

suitability on these points: (1) Heéds assessment, (2) Directory

development, {(3) Staffing, (&) Publicity, (5) Access and\locations,

(6) ReCOrd-keeping.aﬁd followup, (7) Relationship to other agencies.

.

The conclusion is '"the library presents many advantages and no major

. - ' " . \ - . -
disadvantages in the establishment of an information and referral

center. 2 : ’ ¥
Frank J. Kopecky, a lawyer with 'experience in OEO's legal
- ML :
services programs in Illinois, also concluded that libraries are the

best sites for informat%on services. "Initially I was skeptical of

libraries as information centers, but I am now convinced that they

£

could and should serve this function. They are neutral, &lready in

existence, and are found in almost every community. They are staffed

by trained personnel aﬁd they are a natural gpurce for information. 10

Tﬁe Brooklyn CUIC program, planned cooperatively by municipal, social_.

.

service end library personnel, had selected public library branches as

the most effective contact center. People who have never used the

N
-
[N s

9 ',
Yin. op cit., p. vi-viii. N . ,

10 . B ]
Frank J. Kopecky, "Office of Ecoromic Opportunity Community Centers -
A Critical Analysis'. In Libraries and lieighborhood Information
Centers; by Cgrol L. Kronus ard Linda Crowe. (Urbana, University of
I1llinois, Graduate School of Library Science, 1972), po. T1-T2.

e
J?tw
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'librarg/béfore will reed publicity campaigns to-senfl them to the library
~

. . i
for the first time, but the successes of prograis 1

.7 .
’/// Houston's have shown that this cen be done.

e

e Since not all cities have enough branch librpries, serious

- -

ke Detroit’s,and)\

consideration should bé_given to integrating all typgs of libraries

*" . into the information system. School libraries mignt be good contact

centers,if there is inadequate public library service At present,

function, out if .

not many school librarians would welcome adding such 2
schools become year-round multipurpose-institutions, their libraries

might well be utilized. Community college libraries algo have

hasntd
AR ’ o
- possibilities for this role. .
e - ’

.

Social and health agencies have developed I & R sgrvices as

essential to improving the effectiveness of their programs\ There

-

is now an Alliance of Information and Referral Systems,in a&dition to

~ the ‘Urban and Regional Informaéjon Systems Association, which indicate

the extent to which these professions have assumed the job of

providing information centers, although skills in organizing information
! have not been a.part of their traditional competencies. Some of their
| ~

services are limited to the scope of a single agency and are houéed in

Y

[

the egency's offices, but the demand is increasing for comprehensive,

|

one-stop centers, like those proposed inll966 by Kahn.' How is cléarly

i

the time to coordinate these service centers and any similar library

services; competing and uncoordinated-I & R centers will only increase

Y
the confusion for the users and be more expensive to the taxpayers.



~

~

v I3

Social and health I & R centers dd not have as oroad a data

s . s
base as a library service, since they must focus on izplementing their

*

x . ~ . .
own programs. They also have the handicap of being in an edvocate

and/or adversary relationship to their users, with decision-making

powers. Consequently, it is not possible for them to operate with the

library's neutral climate,and many people are hesitant about consulting

. -

then f;eely.

. 1

VWhen weighed against any other existing public facilities,
the iibrary seens to offer the most advantageous location for a

centralized information center. ) - ’

(L
| - \

-4.3 Staffing '

The ideal information spéciaiist is sensitive to the needs of

the inquirer, skillful at searching for data, @nd comnitted to finding

~

a satisfactory conclusion to each transaction. Library.science has

always included séarching skills, and is now responding to a demand

L 4
for éraduates with these new skills by offering specifically-designed
mw'
¥

curricula. The COMLIP Program at Colutbia’s School of Library Service

W N

. . R T . .
‘‘is now graduating Community Media Librarians whose education has
emphasized "the concept that the public library, because of its

- hignhly personalized and individualized service, could ve the point
where social agencies serving inner-city communities become humanized

and comprehensible for the average citizen." 1ilany other schools nave
P

initiated programs - Case Western Reserve, University of Maryland,




»
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Drexel Unlversity, ‘the University ofi Toledo. It is not possivle to list

them all, but it is eviden® that sdch prograns are increasing. One,
prog

‘ ) ,
Rutgers' Community Information Seminar, has begun a2 newsletter, Gaaglia,

dedicated 'to communicating news about urbdn information services. GSome
. r

of these programs include faculty from the social services to contribute:
. * . [} “

4 >
their skills in dealing with éroups-who are not normally library users.
“ . ~
. Parabrofessiogals, especielly from the neighbdrhooa, have hag ,.
key roles in staffing NIC centers. Both Detroi; and Quéens feel that\//’
the;r contributions have been‘essential‘) Obviously, careful selection

and special training programs are necessary. One livrary found, for
- r

. -

example, that the local ties of the paraprofessionals reflected a

P

factionalism which was already disturbing community relations and were
a handicap in maintaining the center's neutrality. A mixture of
professional and paraprofessional staff can produce greater responsive-

ness to community situations than using only professionéls. Although

- . ™~
some programs have had success with volunteers, the current literature
N N W »

[ T

does not mention them often for large-scale programs. However, tne
. : s _
. British CABs have used them satisfactorily. Small sexvices, such as

hotlines, are still staffed by volunteers.

It is generally recognized that, vhile some librarians welcome

' ¢

the new services, the new demands, and the new'users; others consider
them a burden on an already understaffed institution. Workshops and

. - : R [ T o . . . ’
additional training are nkcessary for any library that is adding an

A

c - - ' . oAl
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L |
. . ;
- |

jucreasad staff enthusiasm. Perhzps the CLEIE network ‘can assume soze
responsibility here. Cooperative, training programs betwesn social

‘ . ) v .

" bgervices and libraries should help boti fields. And, if computer

technology is involved, ‘the inforzation scientists nust be a third

segnent of the training prograa. A . .7

-

- The staffing pattern which has proved J;luable in the NIC .
programs is the close inQegratiOn of information center personnel, .

) the existing library staff, and community paraprofessionals. Detroit, .

.
H

in fact, ma%®s no distinction at all; every staff member is a part of*

<
*

" TIP. .

44 Benefits From Urban Information Centéers

: - >
4 . Implicit in the entire-literature of information centers is

\

* the cost to 2ll citizens of insufficient information. Since the . -

economically and socially deprived-have the poorest access, a logical
’ l ) ‘ ' f .

assumption is that they will benefit the most. Developing skills 2nd

.
S s /

’ ‘habits of using information may be needed for those who presentl} have

low expectations of success. But no person should be without food,
health care, or educational opportunities because he does not knov

. .
where to locate them. For middle class urban residents, potential

’

gains are also high, and easier access to‘more information can improve - |
‘ 2 ’ ) .« - te
!

their:economic choices; make possible’ more effective roles in municipzal

£

/ decisions, make urban living more satisfactory.
@
Municipal-agencies can 2lso profit from 2 satisfactory

information system. The view from the top is not necessarily much

)

- ERIC
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clearer than it is to the citizen at the bottom. For example, consider
~ o .

the number of groups involved with child care centers - healtn and '

v

social agencies, religious groups, public schools, private organiza-

tions, non-profit cooperatives, municipal and federal prograns. : .

v

Comprehensive data, even if’ccllected for the user, can help administrators

clarify existing services, locate duplication, and identify gaps. When

+

such information is once organized to deliver to. the-.public, it can be

.

used in administrative operations as well. The complete report -on the

" five NIC programs will show that some civig agencies are beginning to
A4

use the citizen data services.

Libraries have already found that initiating or expanding
information services increases the number of people served. Outr?ach
programs, Jjob information desks, comﬁunity center activities have been
steps in this direction, but are short of a total commitment to the ‘
kind of service demonstrated by the LIIC programs. An inerease in
numbers of use}s, grgater visibility and vitali?y as a public
institution, and closer_integ;ation vith all municipal services can
turn around the present vulnerability of public libraries to budget
cuts and charges of ei&tism. Potential benefits to libraries ar% not ,

er se, a strong ar ent in favor of information services, but it is
-t ]

being convincingly demonstrated that librafdes will gain from

. "

vroviding these services.

El

The benefits to the political sector from citizen access to

information are related to the prevailing political climate. A closed,

v

.




pationace—oriented'municipal administration cdn uss

A

puch of this'in-

forvaulon as nollclcal small change. If summer joo inforzation can
¢

be glve1 out through DOllulC;l channols, there is llt“le enthusiasm

in some mayoral offices for wide publlc access to information about

thése JODo. In contrést, an open administ;ation can benefit from

fast, effective, channels of 1nformat10n about such pro~rama within

local nelghborhoods. The Houston Public Library has seen its budget

anproprlatlon increased substaatially in. 1975, when a more open city’
" . | PR

administravion was voted into office. Local, neutral and effective .

D ° -
channel;\gi communication can be an asset to an open, progressive

administration.
4.5 Financing ' ) .

The key problem is, of course, firding the money. Any idea

’ . o . . . A e :
of direct fees paid by the user 1s unrealistic since the poorest have

M

the greatest need, and much qflthe data is 2lready public property. To
date, federal funding has supported all of the large experimental

Al
programs. The record of continuing them with local money has not been’

good so far, aand too many programs have been discontinued after the

initial grant ended. Howaver, sonze of the NIC programs will continue
after June, 1975, when the LSCA fundlng ends. VWhen more—evaluatlon of

experimental centers is available, new centers can av01d some costly
v 8
wrong directions in design and'ope;ation, and shared expertise in ayeas

. «
> 37

like file organizaticn, adequacy in telephone facilities, pﬁblicity,

and training programs should lessen initial costs. Hopefully, the
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»

final NIC report will provide soze nelp in, preparing budgets for new
centers.

A current trend in ﬁunicipal operations should be studied by
centers that plan to use computerized data banks. ‘City governzents

are now turning to computer information systems in such areas as fiscal

control, crime cpntrol, and deployment of municipal'services. An

L1

administration which sees benefits from computerized information for

nanagerial use should be more receptive to sharing some parts of its

data with a citizen-oriented system. Social and health services, for

x

example, might profit from'data-shering for I & R services. MNore needs

to be done in proving the cost/efrectiveness of information systiens

which are set up for management/administration,but might be shared for

’

cipizen use.

One question about costs must be considered. What are the

4 [

costs, both monetary and social, of insufficient information? Hany
people know partial enswers to this question; perhaps demographic

studies can provide & more complete and scientific one.

»

5. Implications for NCLIS .

éongress, in establishing ICLIS, has recognized a need for

-

~

. . s . . . . . \ b3 :
improvement in information dlstrlbuplonL CLIS entered the arena at
a time whén these conditions prevail: we are information-rich, but

weak in delivery; the need extends to all citizens,but is most serious
7
in urban arezs; responsibility is diffused among many groups; many

-




L

uncoordinated solutions arz oeinz ¢l

rlored. Implicit in’its 2ad Drafc

Peport is the NCLIS' responsibility for all levels of informatiox, the

citizen's coping data as well as the scientist's. ESpecially relevant

to the problems of urban information are the Report's statenetits on
the capabilities of technology (pp. 15-19), the needs of -tae unserved
(pp. 55-58), coordination with existing prograns (pp. 59, 6%), and

throughout the report, the assumption that libraries are the most

P

logical location” for these centers. - ,

‘dThere are several problem areas beyond the province of the

’

- . *
2nd Draft Report. One is recognition of the numbers, of groups which
are now trying to provide urban information service, fanging from
federal bureaus to small volunteer comzunity gfoups. (Day care is one )

area in which the entire range of agencies is involved.) This patch-

work approach cannot benefit anyone. A second significant problem is

. , L. ‘ . “
the difficult nature of the dataj whose complexities extend beyond the

-

rule% for bibliographicel control. The difficulties.in collecting, /
coordinating and sometimes generating records’, and in the need for
continuous updating, require a kind of processing which is not the

" resl function of socizl service agencies,nor of the information

scientists, vho have not as yet given the processing of this miscellany
a high vriority. Library science skille in indexing and codifying

data are being utilized successfully by some data centers; others are

trying to combine the expertise of library and information science.

EN

Studies are needed to provide facts on thc costs and capabilities of

differing patterns of data organization.

N

oY
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A third and ‘complex area is the value of nethrk organization.

This is presently colored by very critical looks at th? idea of any

- < ! - - ) - 3 3 .
xind 'of information network, even if operated for the/citizen.. Th?
facts are obvious: (1) some information is of local/and neighvornood

. . . . / .
import only; and (2) some information is relevant op a state~ or nation-

’wide scale. A. network delivery system (comparable/to MEDLARS/MEDLINE)

should be explored for the second category of data. However, no systen
sheuld interfere‘with purely local input, althbugh patteras of efficient

-
orgenization could validly be reconnended.

It is apparent that urban inj9 ation Fenters nust have

powerful'friendg,if they are to meet the needs which already exist end

reacn the country's 200-year goal of an “informed citizenry. The ICLIS'

’

‘candate to iusB;e the accessibility of informationcomes at a time when

strong leadersh®p is uigéntly needed to reverse the present proliferation

of uncoordinated seryices. Three areas of responszibility should be

&

assuzed by NCLIS.- a
X 1
(1) Advocacy of citizgns'-information centers as a critically-
needed public service. ‘The Vhite House Conference on Libraries and

Information Serviceé, projected for 1977, is an opportunity to dramatize

the needs and the accomplishments' to date, and might do for citizens
< :

-

~
whit Sputnik did for scientific information.

(2) Research on effective.design and implementation of

information services, buildimg on what has been learngd from the Five

1 X7al

Cities lleighborhood Information Centers, the Philadelphia HCCIC, and

the foA Centers. As Kahn realized in 1966, we need a "guardian of

the experiments."
L
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(3) Coordination of information services, especially tnose of

the library and social service professions. Duplicating and overlapping
will ultimately cost more and provide poorer service.

Only unified national support can effectively guarantee the
’ . R’
frée flow of information from the uata-producing agencies, via a nentral,

one-stop public service center, to any person who needs 1it. <
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6.1 Baltirore Countvy Puplic Livrary AID Proqren

!
- * i [
A well-des®ghad inforrmation ser;%ce, £ID (fccurate Information

—

Desk), is being implemented in 1975 by the Baltimore County Public
i

W

Library. It responds to the findings of & major survegk,}ﬁfﬁ?iétiodh

leeds of Urban Residents by Warner and others (16) 7 which found that

Y

L
- - a - - d -
89% of the cross-section intePviewed had at least one problem/questiom,
’ v
but only 3% of them used libraries’'in answering thea.

The program's stated mission is "to put patrons in contact
. \
with governmental, civic, social and sonetimes private agencies for

the services, activities or information they needff AID ¥s totally

-

integrated with other branch liorary services and iﬂvolves the entire
. i
branch steff. Three social,agencies havq contributéd to the planning

and are cooperating with data provision and special;training sessions
: 2

7 ¢
for the staff. . —7
! 7
7
, A central clearinghone is responsiblq,fqg collecting and
. .2
organizing the data, integrating information from) local sources with
7
. 7
data from larger, more cozprehensive agencies, ?aintaining the files,
: 7
developing a staff training progran, and superfising publicity. %he
7 .

- - - -, L - )
branch centers, in response to eilther phone }hqulrles or personal

 visits, will make telephone referrals to aﬁpropriate agencies. IFach
- v

branch has a card file‘directory and a vernacular subject index to it.

. One branch hes begun ng’;;rvice for a six-month trial run,

*

AL
and BCPL hopes “to be operating AID service in all branches before the

end of 1975. Professional publicity prépared by a local agency 'is

being used to advertise AID.

* 4

T 1

-

A
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* BCPL's AID Progrem, demonstrating a willingness to nodify

and extend traditional services in response to communlty needs,

L

exermplifies the philosophical orientation of the \ne)i ALA RASD

standards, "A Comnitment to Information Services« Levelopmental

\

- .
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6.2 Brooxlyn Citizens' Urban Information Centers (cuic)

1% 1971 a liew York City Deputy llayor, Dr. Yimothy Costello,

proposed a comprehensive progran for meetirg the needs of the city's

confused residents - the Citizens' Urban Information Centers (cuic).

He and others were clearly aware of the problems that people faced in

copipg with thg multiplicity of nunicipal, federal'and private citizen
services and Eyrea;s. The program was desigrned to be operated by the
Adminfstration & Management Research Association (AMRA), the City's
reséarch arn, headed by iirs. Beatrice Fitzpatrick. Funding was -
v
promised from three sources: the City's revenue-sharing f&nds, the
puolic library budget, and the Council on L;brary Resources. ‘Orig-
inally, the Centers were planned for ali five City boroﬁghs, but .
-
the project was scaled dovn to a two-year demonstration in Brookiyn,
hopefully with city-wide ekpansion later. AXthough the plan was not
originally designed by librarians, branch libraries were chosen as
sites for the CUIC centers, one to be'estaplished in each of the 55
Br;oklyn ?ublic Library branches. Th; fimel planhing was a cooperative

effort involving public and social service personnel, librarians, and

community repré¢sentatives.

‘

! i:j)CUIC staff, recrutted from government and business, the

academic wérld, and library science, provided an interface of man
3 N e
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types of experience. The common thread was recognitioﬁ of the

magnitude of information needs and the human costs of leaving them

unmet. The central office wouid direct the program, maintain liaison

(3
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with city age c1es, the libraries WQ the cormmunities, recruit and
train the paraorofe3310ﬂals, and deeloo the data bank. Ywo para- v .
pr61e331ongls from each neighvorhood would staff the information

desks; provide new and updated cormunity data, and prozmote community
- , ' " Ay ~
cooperation. —

Despite a signed contract with the City, federal funds.were

'

not released to the'brogram,‘and.it was cancelled in Decenmber, 1974,
before it could become operational. Although a victim of the present
critical Tinancial crisis, CUIC demonstrated that a large unmet need

exists and that there is strong community support for information

centers. Hopefully, in the future, a strong'national program céh .

protect such projects from municipal budget problems_ and shifté in

local priorities.

- . .




.

6.3 Philadelphiz lodel Cities Comrunity Information Center (ICCIC )

The most sophisticated use to date of a computerized systen
of total information service was tried in a center-city area of
Philadelphia. Its goal was to improve the quality of inner-civy life
. for the district's 285,000 residents through facilitating the delivery

of human services. “
HCCIC was ini@fatéd in 1970 by the combined efforts of social
. service personnel\ang_information scientists, with participation in
-the early stageslﬁy staff from the Free Library ;f Pnhiladelpnhia. Its
original funding combined som; LSCQ Title I funds witﬁ a $ll2 million
grant from HUD's llodel Ciéies program.. Although it was essentially a

t
telephone service:, there were centers also in three library locations
~ ¢
and one social agency. - ' ’
The initial data base was compiled from existing printed

.1 ’ M .
directories and local material. This was then reformatted, indexed,

- 3

reverified, and printed in a ready-access file, which could be
searched through an index of 3,000 terms. Most of the inquiries were
-~ telgphonﬁ)calls, and extensive use was made of three-way phone hooXups,

~ I

and hotline service. There was also experimental use of computer

. display -terminals located in the libraries, the only on-line urban

[}

information system that I could discover: .

‘With the end of the Model Cities grant in June, 197Th, the !
MCCIC program was discontinued. Thelgesign_of its data base and the

lessons learnad gre more milestones in the.road toward a one-stop

urban information center.
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